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Nine Habits of Leading Customer Feedback Managers – New Paper 
from Allegiance, Inc.

- Best practices and examples of how companies listen and respond to the Voice of the Customer through 
formal programs that impact business outcomes -

SALT LAKE CITY – September 22, 2009 – Gathering customer feedback is the only way for 
businesses to understand customer needs and concerns. However, most companies struggle to 
manage and act upon that feedback, leaving critical customer concerns unanswered. 
Allegiance, Inc., a leading provider of Voice-of the-Customer (VOC) solutions, today announced 
the availability of the paper “Nine Habits of Leading Customer Feedback Managers” to provide 
guidance and share best practices on implementing an effective VOC program.

“Best practice companies are not only listening to customer feedback, but they are using that 
feedback to increase customer retention and loyalty, solve customer challenges and develop 
new products and services,” said Kyle LaMalfa, best practices director and loyalty expert for 
Allegiance. “They are also using new technologies to streamline surveys and feedback 
management programs to gain a better understanding of why customers do business with them. 
This has a direct and positive effect on business outcomes.”

Nine Habits of Leading Customer Feedback Managers

1. Well-defined goals and objectives: Successful customer feedback managers know what 
overall business objectives are at stake, why they are collecting the data and how they are 
going to use that data to make decisions.

2. Executive buy-in and internal support: Highly successful feedback managers work 
alongside the executive team in communicating and sharing important customer feedback and 
VOC program goals and objectives with all employees.

3. A formal VOC program: Customer feedback managers who follow best practices set up 
multiple communication channels for customers to communicate with the company. They help 
create and implement formal processes to support customer feedback data collection and 
management efforts.

4. Centrally collected and managed customer feedback: Top managers use Enterprise 
Feedback Management (EFM) solutions to not only centrally collect, store and manage 
feedback, but to also design and conduct surveys.
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5. Customer advocate throughout the feedback process: Leading VOC practitioners rapidly 
and courteously respond to customer feedback. Serious complaints and unhappy survey 
responses automatically are escalated to the right senior person.

6. Communicate/share customer feedback with others:  Best practices include quickly 
distributing real-time customer feedback and sharing reports and survey data findings with 
others in the organization—from the c-suite to top line managers and employees.

7. Collect real-time, ongoing feedback: Successful customer feedback managers make it 
easy for customers to submit feedback at virtually every interaction point and regularly conduct 
surveys to monitor customer needs and concerns.

8. Customer feedback is integrated into the business: Top managers also work with other 
departments throughout their organization to ensure that the customer feedback they collect is 
incorporated into the company’s strategic planning and goal setting efforts.

9. Tie customer feedback programs to business outcomes:  Successful feedback managers 
measure and monitor customer-related metrics such as customer retention, average number of 
products purchased, likelihood to recommend the company’s products or services, likelihood to 
purchase again, etc. They also benchmark their programs against other industry leaders. 

LaMalfa continued: “Regardless of whether customer feedback is managed by a single person 
or multiple people in an organization, or even a third-party provider, companies need to ensure 
that they are putting the right voice of the customer (VOC) programs and processes in place to 
support their organization’s collection, management and use of that data. A well-organized 
feedback program will demonstrate a measurable improvement to the corporate bottom line.”

For a complete copy of the paper “Nine Habits of Leading Customer Feedback Managers,” visit 
http://www.allegiance.com/9habits.

Supporting Resources
• Allegiance press room
• Voice of the Customer Blog (http://blog.allegiance.com) 
• Become a Fan of Allegiance on Facebook
• Follow Allegiance on Twitter (http://twitter.com/allegiancetweet) 
• Allegiance customer success stories and white papers

About Allegiance, Inc.
Allegiance, Inc. offers next generation Voice of the Customer (VOC) and feedback management 
software to help organizations grow customer and employee loyalty and engagement. The 
Allegiance Engage Software platform facilitates survey creation and gathers responses and 
unsolicited comments in real-time into a centralized online system, saving time, effort and 
money. Allegiance solutions measure customer and employee engagement, revealing precise 
actions to grow engagement and increase revenue. Allegiance Enterprise Feedback 
Management (EFM), predictive analytics, and professional services combine to help businesses 
capitalize on engagement. For more information about Allegiance, visit http://
www.allegiance.com .
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